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Understanding LA Systems That Affect Families

A Look at How 40+ Programs Might Touch One Los Angeles Family
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Phase | — Completed July 2002
Goal No. 5: CHILDREN AND FAMILIES’ WELL-BEING

Improve the well-being of children and families in Los Angeles County as
measured by achievements in the five outcome areas adopted by the
Board: good health; economic well-being; safety and survival; emotional
and social well-being; and education/workforce readiness.

Strategy 1: Coordinate, collaborate, and integrate services for children and
families across functional and jurisdictional boundaries.

Objective 1: By August 2000, establish a centralized function within the
Chief Administrative Office to provide the leadership,
planning, real time data, and ability to measure results
necessary to deliver services to children and families in a
seamless fashion.

Objective 2: By December 2000, develop a draft action plan that outlines
the structure, systems, and steps to be taken to develop a
seamless service delivery system.

Objective 3: By March 2001, adopt and begin the process for
implementing a service integration action plan that seeks to
integrate County services for children and families focusing
on five key areas: access to services; customer service and
satisfaction; data sharing; multi-agency service delivery; and
funding for services.

Objective 4: By December 2001, develop a plan that identifies long-term,
systemic changes needed to fully realize and sustain
improved outcomes for children and families.

Objective 5: By December 2001, each department will have outlined and
incorporated into its departmental strategic plan, the steps
taken to collaborate towards improving the five outcomes for
children and families.

Strategy 2: Implement a system to measure progress towards improving
the five outcomes for children and families.

Objective 1: By March 2001, adopt the Results-Based Decision Making
model, which includes results and performance
accountability, as a common analytical framework for
measuring progress towards the five outcome areas for
children and families.



Phase | — Completed July 2002
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Objective 2: By July 2001, identify and adopt a small set of standard
Countywide indicators for quantifying and measuring
progress towards achieving the five outcome areas for
children and families.

Objective 3: By September 2001, develop a standardized system of
measuring and establishing performance measures for
County programs that are both linked to the standard
Countywide indicators (where possible) and consistent with
the service and program mandates of the population served.

Objective 4: By October 2001, link the implementation and achievement
of performance indicators to the County’s strategic planning
process and the Management Appraisal Performance plans
for County managers.

Objective 5: By December 2001, incorporate the Results-Based Decision
Making model into the County budget process for
departments with funding allocated to provide services for
children and families, and restructure the Children’s Budget
to illustrate linkages among resources and
programs/services across service delivery systems to
improve outcomes for children and families.

Strateqy 3: Engage individual departments in their planning efforts
towards achieving the five outcomes for children and families.

Objective 1: By July 2001, each department will include in its
departmental strategic plan, a section that outlines how
individual departmental services and programs are aimed at
improving the five outcome areas for children and families.

Approved by New Directions Task Force on February 13, 2001
Approved by Children’s Planning Council on March 21, 2001



Phase II: Approved by New Directions Task Force on September 10, 2002
Amended by New Directions Task Force on October 8, 2002
Amended and Adopted by Department Heads on November 13, 2002

County of Los Angeles Strategic Plan
Goal No. 5: CHILDREN AND FAMILIES’ WELL-BEING

Improve the well-being of children and families in Los Angeles County as measured by
achievements in the five outcome areas adopted by the Board: good health; safety and
survival; economic well-being; social and emotional well-being; and education/ workforce
readiness.

A family is defined as a support group of people consisting of children, their caregivers,
and other adults, including seniors, who relate to each other and are interdependent for
meeting their basic living needs.

Strateqy 1: Implement integrated service delivery initiatives to demonstrate substantial
progress toward achieving improved outcomes for children and families by July 2005.

Objective 1: By June 30, 2003, fully implement the piloting of a Centralized Eligibility List to
increase access to the full range of subsidized child care services for income-
eligible families.

Objective 2: By July 31, 2003, initiate an action plan and identify resources to implement
health, mental health, and substance abuse screening and assessment for all
children entering out-of-home placement for the foster care and juvenile justice
systems.

Objective 3: By July 31, 2003, pilot use of service integration tools designed to improve children
and families access to services, including, but not limited, to the Universal Face
Sheet (UFS) and the Most Commonly Required Fees and Documents (MCRD).

Objective 4: By October 31, 2003, complete the design process for an Integrated Family
Services System (IFSS) to comprehensively integrate services and improve
outcomes for children in out-of-home placement and/or families receiving two or
more of the following services: CalWORKSs; Child Protective Services; Mental
Health; and Juvenile Probation.

Objective 5: By October 31, 2003, launch an Internet-accessible, self-administered Los
Angeles Services Identification and Referral (LASIR) software application, usable
by County and non-County staff, community-based organization representatives,
and the general public for identifying services and programs that might be
available to individuals and/or families in need, based on their unique
circumstances.

Objective 6: By December 31, 2003, fully implement the Child Care and Development Project
to increase the capacity of child care providers and programs to appropriately
serve children with disabilities and other special needs.

Objective 7: By July 31, 2004, fully implement Customer Service and Satisfaction Standards to
ensure families are treated with respect and courtesy whenever they interact with
County departments/agencies and their community partners.

Objective 8: By December 31, 2004, implement Principles for Partnering pilot and evaluate the
collective efforts of County Departments and community-based organizations for
enhancing families’ and communities’ capacity to meet their own needs.



Objective 9:

Phase II: Approved by New Directions Task Force on September 10, 2002
Amended by New Directions Task Force on October 8, 2002
Amended and Adopted by Department Heads on November 13, 2002

By July 31, 2005, implement the Child Abuse Prevention Initiative (CAPI) in
partnership with First 5 LA (formerly the Children and Families First Proposition 10
Commission).

Strategy 2: Establish alignment among stakeholders on health and human service

priorities for improving outcomes by July 31, 2003.

Objective 1:

Objective 2:

Objective 3:

Objective 4:

Objective 5:

Objective 6:

Objective 7:

By January 31, 2003, adopt and begin implementation of the Child Care and
Development Strategic Plan to improve the capacity, accessibility, and quality of
child care and development services for children and families in Los Angeles
County.

By February 28, 2003, apprize and seek support of County stakeholders on
departmental priorities for improving outcomes for children and families.

By April 30, 2003, initiate action plan for creating a Countywide Long-Term Care
System to coordinate and integrate services for improving outcomes for elderly
and disabled adults.

By July 31, 2003, establish roles and areas of involvement for key stakeholders in
support of departmental priorities.

By July 31, 2003, adopt policy for developing co-located and integrated multi-
agency Family Service Centers that provide accessible, community-based health
and human services.

By July 31, 2003, confirm the commitment between the County and its health and
human services contract partners to implement consistent best practices for
achieving a shared vision and goals, customer service and satisfaction standards,
and outcomes.

By July 31, 2003, initiate comprehensive action plan to reduce the length of stay
for children in out-of-home placement and increase the number of permanent
families for children in foster care through reunification, relative caregiver
guardianship or adoption.

Strategy 3: Complete implementation of a system to measure progress towards improving

the five outcomes for children and families by April 30, 2006.

Objective 1:

Objective 2:

Objective 3:

By July 31, 2003, pilot the Outcomes Screening Tool (OST) for ensuring that all
health and human services are effectively contributing to the achievement of the
five outcomes.

By July 31, 2004, each department shall implement data collection and analytical
processes that institutionalize the use of program performance measures for
decision-making and strategic planning.

By April 30, 2006, complete implementation of the restructured Children and
Families Budget to support program performance and results-based decision-
making.



COUNTY OF LOS ANGELES
SERVICE INTEGRATION ACTION PLAN
PHASE | RECOMMENDATIONS

INTRODUCTION

The Service Integration Action Plan (SIAP) was created to make substantial progress
toward an integrated service delivery system for improving outcomes for children and
families, in keeping with the June 17, 1997 Board motion that established the New
Directions Task Force (NDTF), with the goal of designing a seamless service delivery
system (see Appendix for copy of Board motion). On February 13, 2001, the NDTF
approved the SIAP (see Appendix). Subsequent to NDTF’s approval, a SIAP Kick-Off
Forum was held on April 23, 2001. Forum participants, representing County
departments/agencies, community partners, and community representatives launched
the SIAP through the formation of six Workgroups (see Appendix for Workgroup
Rosters): 1) Access to Services; 2) Customer Services and Satisfaction; 3) Multi-
Agency Service Delivery; 4) Data/Information Sharing; 5) Funding for Services; and
6) Pursuing Long-Term Success. These Workgroups, mirroring the representation at
the Forum, have worked intensively since May of last year to make real the
commitments of the SIAP.

The SIAP implementation recommendations being presented for approval to NDTF are
linked with other service integration activities, within and across agencies, including the
County Strategic Plan and the performance measures created as a result of the SIAP.
Each Workgroup initially developed performance measures that were approved by
NDTF for specific tasks within their areas of responsibility (see Appendix). The
performance measures address Quantity (Effort Input: What We Do — Effect/Output:
How Much Change), and Quality (Effort Input: How Well We Do It — Effect/Output:
Quality Of Change). The SIAP recommendations will have substantial positive impact
on changing the way the County does business. It supports shared themes, identified in
the strategic plans of several departments, such as, to become more consumer/client-
focused; value community partnerships and collaborations; emphasize values and
integrity; and use a strengths-based and multi-disciplinary team approach. Attachment
|, provides a summary of the recommendations and an analysis of the operational
enhancements and service delivery effectiveness impact.

In accordance with the SIAP, Workgroups researched, identified, and analyzed:
populations to be served; customer service needs; work environment and staff training
needs; access barriers; multi-agency service programs; promising practices; policies,
regulations, and procedures; partnering concepts; data technology; and funding
resources. Each of the recommendations contained in this report was developed by
one of the five focus area Workgroups, whose members represent
departments/agencies and community partners. The recommendations were then
reviewed and endorsed by Workgroup 6. Attachment Il identifies the populations in the
County who will be impacted by the recommendations.



RECOMMENDATIONS OVERVIEW

One of the primary commitments of the SIAP is to improve how families are treated
when they apply for and receive services. The Customer Service and Satisfaction
Standards have been developed to ensure families are treated with respect and
courtesy whenever they interact with County departments/agencies and their
community partners. These Customer Service and Satisfaction Standards establish
bottom-line levels of customer service performance; they also establish clear mandates
for departments to engage in a continuous process of assessment and improvement.
While courtesy and respect have no direct associated costs, they are the cornerstones
of customer service. Adoption of uniform Customer Service and Satisfaction Standards,
which describe acceptable customer service performance levels for the staff of the
County and its community partners, is a crucial step in creating a holistic approach to
serving children and families.

In conjunction with Customer Service and Satisfaction Standards, global Principles of
Family Support Practices (Principles for Partnering) have been developed to create
the foundation for partnerships based on mutual respect and accountability. These
principles will guide how the County’s health and human services system, and its
community partners, will work with families and communities to assist in the
achievement of the five Board approved outcomes for children and families. It is
believed that the adoption of these principles will evolve the service delivery system in
ways that build a family’s and community’s capacities to meet their own needs: not just
giving them fish, but helping them learn to fish.

Customer service and partnering will be further enhanced by the removal of barriers that
impede access to services. One of the most obvious barriers that families face when
attempting to access services is the often bewildering array of fees, forms, and
documents that different programs require to determine a family’s eligibility. We have
heard repeated stories of families taking long journeys on public transportation to apply
for services, only to be told when they finally arrive at the service site that they must
return because they do not have the required documentation. An immediate response
the County can make to address this barrier is to publish and widely distribute a form
called the Most Commonly Required Fees and Documents (MCRD). This form
presents a matrix that can quickly help families understand what documents and fees
they will need to produce if they want to apply for major County-administered program
services. The reverse side of the MCRD lists the agencies, together with contact
information, from which families can obtain copies of documents they do not have.

While the MCRD will provide customers with needed information to access services,
customers must still provide the same identifying information to each County
department/agency and community partner from which services are requested. The
Universal Face Sheet (UFS) has been developed for piloting, to initially serve as the
“top sheet” in all County customer files. This document contains basic information,
currently required by most service systems, about the customer and his/her family.
Since many families apply for more than one service, families can take a copy of this
UFS with them to apply for other services. Additionally, future automation of the UFS is



being explored by the Data/Information Sharing Workgroup relative to the establishment
of a single County Identifier Index technology application.

Also in the area of automation, the recommendation to establish an Asset Mapping
Roundtable will build on efforts to identify local health and human service offices and
provide directions to each site, via both public and private transportation. A multi-linked
automated asset map of the County is needed to accommodate various audiences and,
ultimately, meld program-planning efforts with service access and delivery.
Implementation of the Asset Mapping recommendation is being referred to the Chief
Information Office for incorporation into Geographical Information System (GIS)
planning already occurring. This recommendation does not require NDTF approval at
this time.

Additionally, the Data/lInformation Sharing Workgroup is exploring an Electronic
Eligibility Determination technology application, as part of the ongoing SIAP. This
application will enable customers, at any point of entry into the County service system,
to be advised of potential eligibility for an array of programs across agencies.

Access and delivery of services to County residents is to be seamless, especially in
regard to those needing multi-agency services. While County departments and their
partner agencies have experimented with a number of multi-agency service initiatives,
services remain fragmented. To move toward the establishment of a more holistic
service delivery approach, development of an Integrated Family Services System
(IFSS) is recommended to specifically and comprehensively integrate services provided
to children in out-of-home care, and to families receiving two or more of the following
services: CalWORKs (DPSS), Child Protective Services (DCFS), Mental Health (DMH),
or Juvenile Probation (Probation Department). IFSS is intended to improve outcomes
for children and families in the two proposed target populations by structuring the
human services delivery system to respond to their needs in a holistic, integrated, and
individualized manner, which, in turn, builds on the strengths of each individual
child/family.

To ensure that all health and human services are effectively contributing to the
achievement of the five outcomes for children and families, an Outcomes Screening
Tool (OST) is recommended for piloting. The OST was developed for use by County
and non-County agencies, and has the potential to dramatically effect the identification
of needs, help smooth referrals, and allow for the collection of outcome data. This one-
page tool, originally developed by Placer County, has been amended slightly to reflect
Los Angeles County’s five adopted outcome areas for children and families. Four
versions of the OST have been developed to address the Early Childhood, Child, Adult,
and Older Adult populations. A series of evaluations are performed to assess the
families’ progress. Termination of services will be dependent on the customer achieving
a score across all outcome areas, which indicates they are on their way to self-
sufficiency.

Moving children and families towards self-sufficiency is dependent on the County and its
community partners working together to improve outcomes for children and families.
The County must ensure that contracts support the achievement of the County’s vision



for children and families, and are well integrated with County-delivered services. To
encourage and support optimal provider performance, contract development and
monitoring standards are needed to focus on achievement of the agreed upon
outcomes the contract is expected to accomplish. This recommendation to further
develop consistent Countywide contracting processes will impact existing
contracting practices utilized by all County departments that let contracts for health and
human services.

To support full implementation of the proposed recommendations, current efforts
already underway will continue in regard to developing a revenue maximization plan to
support children and family services. The Funding for Services Workgroup has
developed and distributed an electronic Funding Resources Information Survey. The
Survey is designed to capture funding information related to the County's health and
human services delivery system for children and families. Survey data will serve as a
basis for developing strategies and guidelines for increased leveraging and/or matching
of funds, and creating an Internet-accessible, interactive database to help
departments/agencies identify potential revenue sharing and funding opportunities. To
date, over sixty funding streams, each over $1 million, have been identified.

IMPLEMENTATION RESOURCES: IMPACT ON DEPARTMENTS/AGENCIES

The following information provides a summary of the potential implementation impact on
NDTF agencies and their community partners.

» Customer Service and Satisfaction Standards
This recommendation impacts all NDTF member departments/agencies.

Improving customer service and satisfaction requires designation of an executive
leader, who is responsible for communication, assessment, and follow-up;
commitment and accountability at all levels of the organization; establishment of
measurable standards; coordination of all organizational staff training, incentives,
and feedback for all organizational staff; routine systematic program evaluation,
which includes consumer input; and ongoing improvement efforts. It will also require
the long-term commitment that is essential to sustained cultural change.

Since many of the NDTF member departments/agencies are at different stages in
planning and implementing customer service and satisfaction programs, the
resource commitment for each department will vary. Compliance with some of the
standards will require facility improvements that may need to be phased in over a
period of time as resources permit.

The implementation of a standardized Countywide customer service and satisfaction
survey requires investing the time and resources needed to develop a valid survey
instrument and process, administer the survey, assess the data gathered in the
survey, and develop and implement improvement plans, as needed.



» Principles of Family Support Practices (Principles for Partnering)

The Principles of Family Support Practices (Principles for Partnering)
recommendation impacts all NDTF member departments/agencies. This includes all
County departments serving children, families, their community partners, as well as
County support departments.

To implement this recommendation, line departments will need to adopt the
Principles of Family Support Practices, and identify two initiatives within their
departments that will implement approaches, over the next two years, that are
aligned with one or both of the following principles:

- County departments and community-based organizations work to increase a
family’s capacity to meet its needs within networks of peer relationships; and

- County departments and community-based organizations work to increase a
community’s capacity to act on its own behalf.

The County departments will also advocate for their community partners to adopt
these two principles as well.

» Most Commonly Required Fees and Documents Matrix (MCRD)

Use of the MCRD has the potential to impact all County departments, as well as
community agencies that refer/assist children and families to obtain needed
services.

For purposes of the MCRD pilot, the form’s content will be confirmed and copies will
be provided to participating departments/agencies in the threshold languages.
County departments need to maintain and reproduce necessary copies of the MCRD
in threshold languages, in sufficient quantity to ensure supplies are available.
Community organizations will have a similar commitment, although the County will
provide for non-English translations.

» Universal Face Sheet (UFS)

Use of the UFS has the potential to impact all County departments, as well as
community agencies that refer/assist families and children to obtain needed
services.

In Phase |, the UFS will be cleared and field-tested. Shortly thereafter, the modified
UFS will be presented to the SIAP Team for approval to pilot. In Phase II, all
necessary implementation steps will need to be taken to pilot the use of the UFS by
County departments and community partners, which include, but are not limited to
the following:



1. Design of pilot evaluation instrument;

2. Determination of test population;

3. Development of procedures for use of UFS;

4. Production of UFS by professional printer, or through electronic means;
5. Preparation of pilot instructions;

6. Development of UFS training; and

7. Evaluation of pilot.

Phase Ill will be implementation of the UFS Countywide, upon NDTF approval.
Automation of the UFS will be explored for completion and transmission.

Integrated Family Services System (IFSS)

Implementation Design Process

The Chief Administrative Office (CAO), DCFS, DPSS, DMH, and the Probation
Department will designate senior staff to lead their Departments' participation in the
implementation design process. This leadership role will need to constitute a
substantial portion of the responsibilities of these senior staff.

An implementation design team will be formed, with: 1) staff from the CAO, DCFS,
DMH, DPSS, the Probation Department, Department of Health Services (DHS),
Los Angeles County Office of Education (LACOE), Community and Senior Services
(CSS), and the Community Development Commission (CDC); 2) representatives
from the major multi-agency initiatives currently serving members of either or both
target populations; and 3) community representatives from each of the Service
Planning Area/American Indian Children’s Councils. The implementation design
team will return to NDTF with a formal project management implementation plan,
within six months of their approval of this recommendation.

The CAO, with the participation of the Children’s Planning Council, will lead the
implementation of the design process.

IFSS Implementation
The specific impacts of IFSS will depend on the outcome of the implementation
design process. However, potential impacts may include:

1.  The four participating primary health and human services departments will
adopt shared accountability for goals, outcomes, and indicators to measure
progress with the families served by IFSS.



2. There will be a major impact on the daily operations and business practices of
DCFS, DMH, DPSS, and the Probation Department with respect to the two
IFSS target populations. There will be major changes to operational structures
and to service delivery programs provided by these four departments. The IFSS
Design Team will address specific changes regarding case planning,
automated systems, where staff is housed, and a host of other areas.

3. Case-carrying workers in all four departments (e.g., GAIN Services Workers,
Children’s Social Workers, Deputy Probation Officers) will be directly impacted
to the extent that they are assigned to work with children/families in IFSS.
Other workers in the four departments will experience less direct impacts.

4. Though precise data is not currently available, it appears that IFSS will
encompass a very high proportion of children/families served by DCFS, a
moderate proportion of youth served by the Probation Department and families
served by DMH, and a modest proportion of DPSS CalWORKSs families. The
extent of the impact will vary depending on the percentage of each of the four
departments’ clients who will fall in one or both of the IFSS target populations.
The IFSS will primarily utilize resources that are currently committed to
providing services to members of the two proposed target populations. While
there will likely be one-time start-up and transition costs, it is also possible that
a more effective system of services for these two target populations could result
in cost avoidance, as well as better outcomes.

5. There will be a major impact on current multi-agency service initiatives that
serve members of either or both of the IFSS target populations. The IFSS
Design Team will include representatives of each of these current initiatives,
who will contribute the lessons learned to date about collaborative service
delivery and support the development of recommendations regarding whether
and how these initiatives should continue to function in the context of the IFSS.

6. Other County and non-County agencies working with members of either or both
of IFSS target populations will be positively impacted, because the IFSS will
establish an integrated case management and case planning system making
coordination with County services much easier.

Outcomes Screening Tool (OST)

Use of the OST has the potential to impact all County departments, as well as
community agencies that refer/assist families and children to obtain needed
services.

In Phase |, OST will be field tested to determine the usefulness of the data elements.
The OST will then be piloted, per the same procedures noted above, under
Universal Face Sheet. The Children’s Planning Council will take the lead for the
pilot. Subsequent to the pilot, the OST will be evaluated and revised, as necessary,
and presented to NDTF for approval to proceed with implementation Countywide. At



that time, the possibility of a technology application will also be explored.
Automation of the OST will be explored for completion and transmission.

The commitment of County departments is needed to: 1) pilot OST; 2) develop a
database to track client progress/outcomes; and 3) determine how many and which
existing clients or case planning forms OST can replace, and take necessary steps,
if required, to obtain State/Federal approval to do so.

> Development of Consistent Countywide Contracting Processes

This recommendation impacts the contracting practices utilized by all County
departments that let contracts for health and human services.

This recommendation provides for the establishment of: 1) a Countywide request for
proposals/contracting process; 2) a consistent proposal evaluation rating instrument;
and 3) a contract monitoring process to guide key contracting functions across
departments, so that community-based agencies and networks can integrate
services more readily. As contract simplification in currently being addressed by the
Children’s Planning Council’'s Family Resource Center's Recommendation 4
(CPC/FRC Rec., 4), adopted by the Board on September 4, 2001, approval to refer
this recommendation to CPC/FRC Rec., 4 is being requested.

> Asset Mapping Roundtable

NDTF approval not required. Referred to the Chief Information Office (CIO) for
incorporation into their GIS coordination efforts.

» Electronic Eligibility Determination

NDTF approval not required. Referred/incorporated into existing Data/Information
Sharing and Funding for Services Workgroups’ SIAP tasks.

PHASE Il — SIAP IMPLEMENTATION AND NEXT STEPS

Given the recent passing of the one-year anniversary since the approval of the SIAP, it
is necessary and appropriate to evaluate next steps and the structure needed to support
further implementation of the plan. All of the six existing SIAP Workgroups were
incredibly dedicated to shaping implementation of the plan and successfully achieving
substantial completion of most Phase | tasks. Access to Services, Customer Service
and Satisfaction, Multi-Agency Services, and the Long-Term Success Workgroups
further developed and shaped implementation recommendations in regard to what is
needed to improve services to children and families. Data/Information Sharing and
Funding for Services Workgroups immediately began implementing actions to put in
place the tools necessary for agencies to share information and data, as well as
optimize available funding.



Next steps for all SIAP Workgroups will require institutional alignment of responsibilities
with staff and community representatives who are expert in the impacted area, have the
capacity to organizationally implement the required actions, and/or have the will to
champion the desired systemic change. Four of the Workgroups (Access to Services,
Customer Service and Satisfaction, Multi-Agency Service Delivery, and Pursuing Long-
Term Success) feel that their members have fulfilled their commitment and
accomplished what they set out to accomplish as part of Phase |, and have identified an
appropriate representative body (ies) to carry on implementation of Phase Il. The
remaining two Workgroups (Information/Data Sharing and Funding for Services) have
reaffirmed their commitment to continue on with completing implementation of
remaining SIAP tasks and will address the need for reconstitution of representation as
the need arises. Attachment Ill provides the SIAP Implementation Oversight Structure,
and Attachment IV is an update of the individual status of each SIAP task. Also
attached are supporting materials for the recommendations and status reflected in this
narrative summary.

To ensure progress is continued in regard to Phase Il SIAP implementation activities, an
oversight body is needed to carry out the recommendations approved by the New
Directions Task Force, align resources, integrate activities, overcome barriers, monitor
completion of remaining SIAP tasks, and evaluate performance measures. This body
will be known as the Service Integration Action Plan Team (SIAP Team) and will be
comprised of the leads/chairs of the continuing SIAP Workgroups, Asset Mapping
Roundtable, Customer Service and Satisfaction Network, Integrated Family Services
System Design Team, Human Resources Sub-group, as well as the Executive Director
of the Children Planning Council, and representatives of each of the Service Planning
Area Councils/American Indian Council. The lead for this action-oriented group will be a
representative from the CAO. Existing Workgroup 6 members will be welcome to lend
their experience and expertise, and join in the discussions of the SIAP Team
Implementation Oversight Body.

The SIAP Team will be vigilant and continue its existence until such time that full
achievement of the goals and values identified in the SIAP narrative approved on
February 13, 2001, are realized. This body will work to link and integrate activities at all
levels, within the County and across agencies, to put in place the structure and
resources necessary to support systemic change for improving outcomes for children
and families.

CONCLUSION

Approval by NDTF to move forward with these recommendations and the SIAP Phase I
tasks represents substantial progress toward service integration and improved
outcomes for children and family. The efforts of the Workgroups represents a
microcosm of what can be done system-wide when representatives of the County,
community, and consumers of service work together to develop practical ways to make
County services more accessible, customer friendly, better integrated, and outcome-
focused.

NARRATIVE-SIAP-2-27-02-NDTF.doc



RECOMMENDATION SUMMARY

ATTACHMENT |

OPERATIONAL ENHANCEMENT AND
SERVICE DELIVERY EFFECTIVENESS IMPACT

RECOMMENDATIONS

IMPACT OF IMPLEMENTATION

Operational Enhancement:
County Departments/Agencies and
Community Partners

Service Delivery Effectiveness:
Improved Outcomes for Children and
Families

Customer Service and
Satisfaction Standards

Adopt the Customer Service and
Satisfaction Standards developed
to ensure that families are treated
with respect and courtesy in all
interactions with County
departments/agencies and
community partners

Establishes and implements uniform standards for customer
service and satisfaction for County departments, agencies,
community partners, CBOs and County contractors

Provides for ongoing training and communication of
established standards to all County staff

Creates a positive service environment with consistent
standards for employees

Establishes executive leadership commitment and
accountability to standards

Increases number of County departments internalizing
customer service standards

Provides County and community partners’ staff with clear
expectations of customer service performance levels

Provides children and families with a uniform set
of customer service and satisfaction standard
expectations

Establishes courtesy, respect, dignity, timeliness,
responsiveness, and cultural and linguistic
competence as the standard for interactions with
all customers

Ensures families are treated with respect at every
encounter within the human services system

Supports the provision of appropriate, timely, and
professional services in safe, clean, and friendly
department/agency facilities

Improves the level of satisfaction with services
and reduces complaints regarding the manner in
which children and families are served

Principles for Partnership

Adopt the Principles for Partnering
as statements of best practices to
guide County departments and
community partners in their
ongoing work to design initiatives
intended to improve outcomes for
children and families

Identifies common principles for establishing working
relationships based on equality and mutual respect

Creates priority for County departments and community
partners to work to increase the family’s capacity to meet its
needs with networks of peer relationships

Establishes guiding principles for partnering with
communities and families

Enables an evolving service delivery system that
contributes to the self-sufficiency of both families
and the community

Establishes stronger partnerships between
County, County partners, families, and the
community

Supports the community’s capacity to act on its
own behalf

Most Commonly Required
Fees/Documents Matrix
(MCRD)

Approve Countywide distribution of
the MCRD for use by County
departments/agencies and
community partners, to assist
customers in obtaining required
documentation for determining
eligibility for program services

Optimizes the sharing of information, resources, and best
practices

Standardizes the communication of information regarding
key critical program services

Begins to establish and organize a referral process to serve
children and families and make access to services easier

Provides an easily read and understood referral
document for customer use

Informs customers in a simplified format about
the key documents required to access services

Assists customers with information on how and
where to obtain required eligibility documents by
providing a list of agencies to contact

Begins to inform customers of what services they
may be eligible to receive

Universal Face Sheet (UFS)

Pilot the UFS, which will contain
the basic customer/family
identifying information that is
currently required by most health
and human services providers to
complete the intake process

Creates a common service application tool across
departments/agencies

Contains identifying core family history and factual
information for use as a universal top sheet document in all
County health and human services client records

Begins to establish a uniform process for gathering needed
information at the first point of contact and begins to
streamline the referral process across agencies

Presents an opportunity to contribute to the establishment of
requirements for an automated system

Informs children and families about information
needed to apply for services

Reduces the number of times customers have to
repeat their stories

Enables customers to maintain their information in
an organized fashion and be aware of what
information needs to be kept up-to-date




RECOMMENDATION SUMMARY

ATTACHMENT |

OPERATIONAL ENHANCEMENT AND
SERVICE DELIVERY EFFECTIVENESS IMPACT

RECOMMENDATIONS

IMPACT OF IMPLEMENTATION

Operational Enhancements
County Departments/Agencies and
Community Partners

Service Delivery Effectiveness:
Improved Outcomes for Children and
Families

Outcomes Screening Tool (OST)

Pilot the OST, which is designed to
ensure that all health and human
services are effectively
contributing to the achievement of
the five outcomes for children and
families, and to assess a family’s
progress toward self-sufficiency
through a series of periodic
evaluations

Begins to support the development of a multi-agency family
service plan which has direct linkages to improving
outcomes

Establishes the need for multiple County departments and
agencies to work collaboratively to provide needed services

Begins to support the identification of client needs, helps
smooth referrals, and allows for the collection of outcome
data

Begins to identify the need for services across
agencies in relation to directly improving the lives
of the customer

Identifies for the customer what areas specifically
need to be addressed to improve their outcomes

Supports the provision of appropriate, timely,
professional, and coordinated multi-agency
services

Integrated Family Service
System (IFSS)

Approve the establishment of the
Design Team, which will respond
to the needs of children in out-of-
home care and families receiving
two or more services from either
DCFS, DMH, CalWORKs (DPSS),
or Juvenile Probation, to establish
an integrated and holistic service
delivery system which addresses
individualized needs

Provides for the development of fully integrated services for
children in out-of-home care and children and families
requiring multi-agency services

Coordinates multi-agency service needs of children in out-
of-home placement in support of effective and efficient
resource usage

Implements an organized common family assessment
procedure and integrates the system appropriately

Begins to identify preventative measures needed based on
focused and coordinated review of population needs

Coordinates works toward family reunification and
strengthening family ties

Responds to needs of children and families in a
holistic, integrated, and individualized manner

Presents an opportunity to plan for and increase
the number of families seen at a single location by
coordinating multi-agency staff

Supports the provision of appropriate, timely,
professional, and coordinated multi-agency
services

Children’s Planning Council’s
Family Resource Centers (FRC),
Recommendation 4 — Contract
Simplification

Support development of consistent
Countywide contracting standards
that will streamline contracting

Begins to standardize contracting processes used by all
County departments that let contracts for health and human
services

Develops consistent Countywide RFP processes, Proposal
Evaluation Rating Instruments, and contract monitoring
processes

Establishes common and uniform outcomes and
focused deliverables for the provision of services
to customers

Reduces administrative distractions and time
away from delivering direct services to customers

Asset Mapping *

Designed to identify local human
service department/agency offices,
and provide directions to each site,
via public or private transportation

*No NDTF action required;
incorporated into CIO Geographic
Information System (GIS) planning

Supports the coordination and uniform usage of GIS tools
across agencies

Provides potential for melding program development with
actual GIS service delivery data

Identifies current and future GIS needs

Begins to link service information with County and
partner facility sites to improve customer access

Provides directions, via public and private
transportation, for clients to County and
community partner locations

Identifies customer access barriers that
prevent/limit access to services, including
geographical service boundaries

Electronic Eligibility
Determination*

Explore the development of an
Electronic Eligibility Determination
application to enable customers, at
any point of entry in the County
service system, to be advised of
their potential eligibility for an array
of program services

* No NDTF action required

Develops tools needed to share information and resources

Increases staffs’ ability to more effectively coordinate
services and make referrals

Provides electronic transfer of information
Develops foundation for the identification and automation of

the menu of services offered by departments/agencies and
community partners

Increases customer awareness of available
County program services at initial point of contact

Potentially enhances the time between accessing
information and receiving services

Increases the number of customers who feel they
are provided with comprehensive and complete
information

NARRATIVE ATTACH I-ENHANCE-SIAP-2-27-02-NDTF.doc




Attachment Il

RECOMMENDATION IMPACTS
ON COUNTY POPULATIONS

General
Population

Potential
Applicants/At-Risk

Applicants for
County Services

Families Receiving
Episodic County Services

Families
Receiving Ongoing
County Services

Families
Receiving
Multiple Ongoing
County Services

Families receiving multiple services X
Families receiving ongoing services X
Families receiving episodic services
Applicants for County services
Potential Applicants/At-Risk Families
General Population

XXX |X|X|Xx
XXX |IX|X|X
XX XXX |X

X — Impacts Population
P — Potentially Applicable

2/25/02
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ATTACHMENT IV

SERVICE INTEGRATION ACTION PLAN
FOR CHILDREN AND FAMILIES

YEAR 1
Task Task Name Start Finish
No. Date Date Lead | Support STATUS
1 ACCESS TO SERVICES: CREATING A ‘NO WRONG DOOR’ POLICY - DHS COMPLETED:
Workgroup (CAO, CDC, CSS, DCFS, DHS, DMH, DPSS, LACOE, LAUSD, @ RE;%';’;“’&?:;‘@”&L&::TF-
Library, Parks_a_nd Recreation, Probation, CIO, CPC, Community " Documents (MCRD)
Partners, Families) 2. Outcomes Screening Tool (OST)
3. Universal Face Sheet (UFS)
4. Electronic Eligibility
Determination
5. Asset Mapping
IN-PROGRESS/REFERRED TO:
» CIO Asset Mapping Roundtable
Project
» Datal/lnformation Sharing
1.1 Identify and automate a menu of services offered by agencies, 5/1/01 Year 2 clo 2OMP|\I7|ETED /RIEFEIERES T|9=
; o« iat?” sset Mapping Roundtable Project
departments, and community partners — “What doors exist” and Datallnformation Sharing (Electronic
Eligibility Determination), CAO Co-
Location and Integration Strategies
1.1.1 Survey departments/agencies and collect data to include languages served, | 5/1/01 10/31/01 | SIB SIB
hours of operation, geographic distribution of service locations (random or Instrument Develobed and Pilot Tested
contiguous), access to public transportation, provision of or plans to provide P
off-site services.
1.1.2 sDeer\\//(iecl;st) criteria for determining what should be included in the menu of 5/1/01 10/31/01 | SIB SIB COMPLETED
1.1.3 Create interactive database of children and family County services using a 12/3/01 | Year2 SiB REFERRED TO:
Comprehensive menu of services. CIO Asset Mapping Roundtable Project
1.2 Determine need for additional access points and develop implementation | 5/1/01 Year2 | SIB REFERRED TO:
plan Co-Location and Integration Strategies
. Committee
1.2.1 Assess the feasibility of providing services at existing and new non- 5/1/01 10/3/101 | SIB SIB . . .
traditional sites, such as schools, family resource centers, or churches; or Partially coTnptE::'i:x': Staff/Client
co-locating at more facilities. Resolve any State/church issues.
1.2.2 Identify access barriers which prevent/limit access to services, including 10/1/01 | Year2 SiB SiB Partially Completed via Staff/Client
geographic service boundaries. Interviews
123 Develop an implementation plan to provide services at existing and new 10/1/01 | Year2 SIB DHS, Insufficient data available from Interviews
non-traditional sites based on the results of the feasibility study. DPSS
REFERRED TO:
Co-Location and Integration Strategies
Committee
124 Address oversight and control of non-traditional sites. 10/1/01 | Year2 SIB DHS, REFERRED TO:
DPSS Co-Location and Integration Strategies
Committee
1.3 Develop a single screening/intake eligibility review process for County 5/1/01 Year 2 CO“:nPé-:gEDZ

agencies/departments and their partners.

Increase Resource Guide Distribution




SERVICE INTEGRATION ACTION PLAN
FOR CHILDREN AND FAMILIES

YEAR 1
Task Task Name Start Finish
No. Date Date Lead | Support STATUS
ify i ies; i i 5/1/01 10/31/01 | DPSS SIB
1.31 Identify involved departments/agencies; Identify population to be served. COMPLETED
1.3.2 Collect and review current screening/intake eligibility forms to determine 5/1/01 10/31/01 | DPSS | SIB
common data elements, new data elements to be collected, required data COMPLETED
(County, State, etc.).
1.3.3 Determine the feasibility and benefit of single screening/intake eligibility 8/1/01 10/31/01 | DPSS | SIB
forms. Consider "County Intake Services" and hotline to handle all intake COMPLETED
issues.
134 If feasible and beneficial to the community/families, create single 10/1/01 | Year2 DPSS | SIB
screening/intake eligibility review form. Determine whether the form should COMPLETED
be on a real-time interactive database.
1.3.5 Train all involved staff on usage of form. Staff must have knowledge and Year 2 Year 2 .
. L Pilot UFS
expertise to administer the form.
1.3.6 Implement screening/eligibility form for County use. Year 2 Year 2 Pilot UFS
14 Create a universal needs assessment tool which is linked to financial 5/1/01 Year 2 COMPLETED:
eligibility criteria and identify trends in needs and gaps. OSsT
1.4.1 Identify involved departments/agencies; Identify population to be served. 5/1/01 10/31/01 | DHS SIB COMPLETED
14.2 Collect and review current assessment forms. 5/1/01 10/31/01 | DHS SIB COMPLETED
i ibili i i 1/01 10/31/01 | DH 1B
14.3 Determine the feasibility and benefit of a universal needs assessment tool. 8/1/0 0/31/0 S S Pilot/Study OST
144 If feasible and beneficial to the community/families, create universal needs 10/1/01 | Year?2 DHS SiB COMPLETED:
assessment tool. Determine whether the form should be on a real-time UFS
interactive database. OST
145 Train gll |nvolved. s_taff on usage of form. Staff must have knowledge and Year 2 Year 2 Pilot/Study OST
expertise to administer the form.
1.4.6 Implement assessment tool for County use. Year 2 Year 2 Pilot/Study OST
i i Year 2 Year 2
1.4.7 Based on data collected from assessment tool, identify needs to be ear ear Pilot/Study OST
addressed.
14.8 Create method to identify trends in needs and gaps in services, based on Year 2 Year 2 Pilot/Study OST
needs assessment data.
1.5 Develop methods to improve access to services. 5/1/01 Year 2 COMMP(;-:JEE
REFFERED TO:
CIO Asset Mapping Roundtable Project &
Co-Location and Integration Strategies
Committee
1.5.1 Evaluate the feasibility of a "lead case manager" to families receiving 5/1/01 9/30/01 DPSS, SIB COMPLETED:
multiple services. B:% Lead Case Manager Model
cPe REFERRED TO:
IFSS Design Team
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SERVICE INTEGRATION ACTION PLAN

FOR CHILDREN AND FAMILIES

YEAR 1
Task Task Name Start Finish
No. Date Date Lead | Support STATUS
1.5.2 Develop a plan to offer expanded hours of operation (24/7) for crucial 5/1/01 11/30/01 | CPC, SIB REFERRED TO:
services, as needed. 10G CIO Asset Mapping Roundtable Project,
to further review issue
1.5.3 Develop a Communications Plan on how the community and families will be | 5/1/01 1/31/02 | DHS, SIB
informed of service changes through print, voice, County and non-County DHR REFERRED TO: .
. . ’ ’ CIO Asset Mapping Roundtable Project
Websites, or kiosks.
1.54 Evaluate the feasibility of placing Kiosks at County and non-County sites, 10/1/01 | Year2 SIB Clo
libraries, malls, etc., to display menu; and review other existing technologies REFERRED TO:
to distribute information. Information must be understandable and in the CIO Asset Mapping Roundtable Project
community's language.
1.5.5 Develop an automated system-wide referral system. 12/3/01 | Year2 Prop SIB, REFERRED TO:
10 CIO CIO Asset Mapping Roundtable Project
and Datal/Information Sharing
1.5.6 Develop multi-disciplinary training for department/agency staff to allow them | 12/3/01 | Year 2
. . . . IN-PROGRESS:
to access a full range of services using the Countywide menu of services Countv/DHR
y
and referral system.
1.5.7 Identify and begin implementing strategies to overcome access barriers. 1/1/02 Year 2 SIB Clo REFERRED TO:
Co-Location and Integration Strategies
Committee
1.5.8 Identify strategies and develop recommendations to improve services for 1/1/02 Year 2 SIB DPSS, IN-PROGRESS:
Limited-English and hearing-impaired families receiving services. DHS County/DHR
1.5.9 Develop strategies to improve access to services through policy or 10/1/01 | Year2 DHS SIB, IN-PROGRESS:
legislative changes. This includes identifying any needed funding. DPSS County/DHR
2 CUSTOMER SERVICE AND SATISFACTION - Workgroup (CAO, CDC, CPC COMPLETED:
CSS, DCFS, DHS, DMH, DPSS, LACOE, LAUSD, Library, Parks and ~, RECOMMENDATIONS TO NDTF:
. . . . . Customer Service and
Recreation, Probation, DHR, ISD, CPC, Community Partners, Families Satisfaction Standards
(including seniors and emancipated youth, Labor Unions) 2. Principles of Family Support
Practices (Principles for
Partnership)
IN-PROGRESS:
» DHR, Office of Civil Rights, Customer
Service and Satisfaction Network
(Network)
21 Ensure departments, agencies, and their partners, treat families with 5/1/01 Year 2 COMPLETED:
respect and professionalism and involve families in the development and Incorporated into recommendations to
ongoing implementation of customer-friendly service delivery systems. NDTF
2.1.1 Establish a process for getting input from families who have been served by | 5/1/01 8/31/01 | CPC, SIB COMPLETED:
County departments and their partners about acceptable standards of 10G Incorporated into reccommendations to
customer service. NDTF
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SERVICE INTEGRATION ACTION PLAN

FOR CHILDREN AND FAMILIES

YEAR 1
Task Task Name Start Finish
No. Date Date Lead | Support STATUS
21.2 Establish standards for customer service. 5/1/01 8/31/01 CPC, SIB COMPLETED:
10G Submitted to NDTF
213 Establish guiding principles for partnering with communities and families, 5/1/01 11/30/01 | CPC, SIB COMPLETED:
which are based on mutual respect and accountability. 10G Submitted to NDTF
21.4 Consider literacy challenges and limited-English proficiency, and incorporate | 7/1/01 11/30/01 | CPC, SiB COMPLETED:
the need to address this issue in any related MOUSs, contracts. 10G Pending Office of Civil Rights presentation
at 2/02 meeting
215 Establish a continual quality improvement process for receiving feedback 7/1/01 11/30/01 | CPC, SIB COMPLETED:
from families, the community, service providers and staff. 10G Incorporated int%g_?gmmendations to
2.1.6 Evaluate current services to determine cultural competency. 9/1/01 Year2 | DPSS, | 0% .. IN-PROGRESS: DHR
SIB Action Office of Affirmative Action Compliance
and CAO Employee Relations are
reviewing cultural competency defined by
Workgroup 2. Next Step is development of
an assessment instrument.
2.2 Develop an improved capacity to evaluate and track staff's performance | 5/1/01 12/31/01 COMPLETED
in ’Fhe areas of customer service and satisfaction. (Work with the labor IN-PROGRESS:
unions in this area.) DHR — Task 2.2.2
2.2.1 Identify promising practices in the area of staff training. 5/1/01 7/31/01 | DHR SiB COMPLETED:
Presented San Diego County’s promising
practices to Workgroup 2 on 8/21/01.
Surveying multi-disciplinary teams to
develop list of competencies that will
become the focus of customer service
training for all employees. Report Pending
from DHR.
222 Identify quality improvement standards and measures for evaluating staff. 5/1/01 8/31/01 | DHR SiB IN-PROGRESS: DHR
Customer Service and Satisfaction
Standards to be submitted to NDTF
2.2.3 Determine the method to be used in evaluating staff. Evaluations should 5/1/01 8/31/01 DHR SIB, COMPLETED:
reflect how staff treat clients. CPC Needs Assessment Survey. Report
Pending from DHR.
224 Review hiring and selection process for hiring staff to get the best buy-in and | 5/1/01 8/31/01 DHR SIB COMPLETED:
assistance. This task was clarified as follows:
“Recommend best hiring selection
practices in the area of customer service.”
Recommendations were presented to
Workgroup 2 on 12/31/01. Report Pending.
From DHR
225 Develop guidelines to test process for achieving staff quality improvements. | 8/1/01 12/31/01 | DHR SIB, COMPLETED:
A-C No action taken because task is driven by
results of 2.2.2 and 2.2.3.
2.2.6 Develop monitoring systems to hold departments/agencies accountable to 9/1/01 12/31/01 | SIB A-C COMPLETED:

their customers, staff and community-based partners.

Included in recommendations to NDTF
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SERVICE INTEGRATION ACTION PLAN
FOR CHILDREN AND FAMILIES

YEAR 1
Task Task Name Start Finish
No. Date Date Lead | Support STATUS
23 Ensure work environments are responsive to staff needs and promote 5/1/01 Year 2 COMPLETED RESEARCH
customer service by better framing the importance of customer service. IN-PROGRESS:
(Work with the labor unions in this area.) DHR, Customer Service and Satisfaction
Network
2.3.1 Define role of staff in serving families and the community. Work should not 5/1/01 6/30/01 | SIB CPC,
be "just a job"' :DOZR, COMPLETED
232 Identify promising practices/what works related to service delivery models 5/1/01 12/31/01 | SIB CPC, )
that help staff better manage workload and improve customer satisfaction. DHR, EOMPtL ETE(? REfS EA%?_:;
Look at State, federal and "grass roots" systems. 10G eport Fending from
233 Identify opportunities and develop a plan for partnering with community- 5/1/01 10/31/01 | CPC, SIB
based providers to better manage the workload and improve customer 10G COMPLETED
satisfaction.
234 Evaluate facility environments for safety, comfort, and access. 5/1/01 11/30/01 | DHR SIB, COMPLETED:
ISD, Develop draft facility guidelines that

CAO comply with ADA and OSHA requirements.
Developed audit tool for assessment of
compliance with annual security

preparedness.

2.3.5 Establish standards that promote training, and provide the necessary tools, 7/1/01 10/31/01 | CPC, SiB COMPLETED REASEARCH:
emotional support and incentives to reduce turnover of workers and ensure DHR In process of developing Countywide
worker satisfaction/retention. _ employee well-being (morale and

satisfaction) survey. Report Pending from
DHR.

2.3.6 Provide County line staff with training and support to improve levels of 10/1/01 | Year2 CPC, SIB IN-PROGRESS:
customer service, including personal development opportunities, DHR DHR and Customer Service & Satisfaction
opportunities to learn about multiple systems and approaches for serving Network are in the process of assessing

departmental customer service programs,
pending the results of the needs
assessment. Presently gathering
information regarding multi-disciplinary

children/families, and technical assistance.

teams.
2.3.7 Evaluate the feasibility of incentives for staff who develop creative ways to 12/3/01 | Year2 DHR SIB IN-PROGRESS:
service clients. DHR and Customer Service & Satisfaction
Network
24 Enhance system of family advocates by partnering with community- 7/1/01 Year 2 COMPLETED
based resources (beyond community-based providers) to assist families IN-PROGRESS:
in navigating through the service system. DHR and Customer Service & Satisfaction
Network
2.4.1 Review promising practices in other jurisdictions and existing projects to see | 7/1/01 1/31/02 | CPC SIB ~ COMPLETED:
how family advocates could enhance the service delivery system. Presentation of findings to Workgroup at
3/02 meeting
2.4.2 Review services provided by community agencies to determine gaps, if any, | 10/1/01 1/31/02 | CPC SiB COMPLETED:
that could be filled by family advocates. Review of findings at 3/02 meeting
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SERVICE INTEGRATION ACTION PLAN
FOR CHILDREN AND FAMILIES

YEAR 1
Task Task Name Start Finish
No. Date Date Lead | Support STATUS
243 Identify existing family advocates who work with multiple agencies. 10/1/01 | 1/31/02 | CPC SIB IN-PROGRESS:
Determine whether these family advocates are voluntary or fee-based. Review of findings at 3/02 meeting
244 Explore funding for family advocate functions and explore broadening that 10/1/01 | 1/31/02 | SIB CPC Consider referring to Workgroup 5 for
role if it becomes a viable option. Develop any necessary MOUs and funding options and to CPC/FRC Rec.#4
contracts to include required contract monitoring. Contracting W°';';g;‘:;9 for contracting
245 Develop a system to assign a lead case manager to families receiving 10/1/01 1/31/02 | CPC, SIB IN-PROGRESS:
multiple services with whom family advocates could work. (If determined Bﬁgs Presentation of Lead Case Manager Model
appropriate by task 1.5.1.) DHR Report at 2/02 meeting
246 Provide joint training of family advocates and department/agency staff to 10/1/01 | Year2 CPC, SIB _ IN-PROGRESS: ]
increase understanding of roles, legal mandates and mission of agencies DHR Consider referring to DHR and line
and their service population's needs. departments for training component, and
to CPC to assess possibility of including
training on family support principles.
3 MULTI-AGENCY SERVICE DELIVERY - Workgroup (CAO, CDC, CSS, DPSS COMPLETED:
DCFS, DHS, DMH, DPSS, LACOE, LAUSD, Library, Parks and > RECOMMENDATIONS TO NDTF:
. . . . . 1. Integrated Family Services
Recreation, Probation, CPC, Community Partners, New Directions/IOG System (IFSS)
Staff Development Workgroup, Labor Unions) 2. Development of Consistent
Countywide Contracting
Processes
IN-PROGRESS:
DHR/Children’s Planning Council-FRC
Rec. 4, Consistent Contracting, IFSS
Design Team
3.1 Compile an inventory of current County integrated, multi-agency service | 5/1/01 10/31/01
initiatives, such as Interagency Children's Service Consortium, and
COMPLETED
based on that data, develop a report on lessons learned to date from
these initiatives.
3.11 Define "integrated multi-agency service initiative." 5/1/01 6/30/01 | SIB DPSS,
DHS, COMPLETED
CPC
3.1.2 Compne an inventory/matrix of the initiatives for departments/agencies and 5/1/01 8/31/01 | SIB SIB COMPLETED
their partners.
313 Develop criteria for reviewing/evaluating County and non-County systems 5/1/01 8/31/01 | SIB SIB
L ; COMPLETED
and initiatives for the inventory.
3.14 Review and evaluate existing multi-agency service systems and current 7/1/01 10/31/01 | SIB SIB
initiatives within/among agencies/departments, and identify lessons learned COMPLETED

in planning process and implementation. This would include reviewing
current MOUs between departments.
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SERVICE INTEGRATION ACTION PLAN
FOR CHILDREN AND FAMILIES

YEAR 1
Task Task Name Start Finish
No. Date Date Lead | Support STATUS
3.2 Develop policy and procedures, and a fiscal assessment for sharing 5/1/01 Year 2 COMPLETED
existing resources across agencies/departments, including staffing, IN-PROGRESS:
funding, facilities, translators, and other resources. DHR, CPC/FRC REC. 4, C.ontracting
Simplification
3.2.1 Assess barriers, including job classification barriers and other limitations. 5/1/01 Year 2 CAO, SiB IN-PROGRESS:
DHR DHR
3.2.2 Examine contractual relationships between departments and community 5/1/01 Year 2 CAO, SIB REFERRED TO:
agencies that may present a barrier for sharing resources. DHR CPC/FRC REC. 4, Contracting
Simplification
3.2.3 Broaden department job classifications which allow for career development. | 5/1/01 Year 2 CAO, SIB IN-PROGRESS:
DHR DHR
3.24 Develop the policy and procedures for use by departments/agencies. 5/1/01 Year 2 CAO, SIB IN-PROGRESS:
DHR DHR
325 Assess barriers to sharing non-staffing related resources, i.e., facilities, 7/1/01 Year 2 CAO, SIB IN-PROGRESS
translators, and other resources. DHR IFSS Design Team
3.3 Develop training and staff development for department/agency staff 5/1/01 Year 2 COMPLETED
which would allow them to serve families using a multi-disciplinary team IN-PROGRESS:
approach. DHR
ini i 5/1/01 10/31/01 | DHR SIB
3.3.1 g)t:?fduct a needs assessment of training/staff development needs for line COMPLETED
3.3.2 Provide a briefing for line staff on service integration efforts within the 5/1/01 Year 2 DHR SIB IN-PROGRESS:
County. DHR
3.3.3 Evaluate and enhance the existing County cultural competency curriculum. 5/1/01 Year 2 :_\ffirma- DHR IN-PROGRESS:
ve
Action DHR
3.34 Develop a Communication Plan for informing departments, agencies, 5/1/01 Year 2 DHR, SIB IN-PROGRESS:
community and families of pending changes at all steps of the process, i.e., DHS DHR, County Strategic Plan, IFSS Design
planning, development, implementation. Team, SIAP Team
3.3.5 Develop cross-training for multi-agency service delivery teams across 5/1/01 Year 2 DHR SIB IN-PROGRESS:
County departments. DHR, County Strategic Plan, IFSS Design
Team, SIAP Team
3.3.6 Develop focused training for line staff to increase interagency understanding | 7/1/01 Year 2 DHR, SIB IN-PROGRESS:
of roles, legal mandates and mission of agencies and their service CPC DHR, County Strategic Plan, IFSS Design
population needs. Include community reps as trainers. Team, SIAP Team
3.3.7 Provide training to managers on how to support line staff. 7/1/01 Year 2 DHR SIB IN-PROGRESS:
DHR, County Strategic Plan, IFSS Design
Team, SIAP Team
3.3.8 Training curriculum for staff should include empathy training, and must have | 7/1/01 Year 2 DHR SIB IN-PROGRESS:
a customer service focus. DHR, County Strategic Plan, IFSS Design
Team, SIAP Team
3.4 Develop strategies for delivering multi-agency services across 5/1/01 Year 2

agencies/departments and outline benefits to departments, agencies,
community, and families.

COMPLETED:
IFSS
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SERVICE INTEGRATION ACTION PLAN

FOR CHILDREN AND FAMILIES

YEAR 1
Task Task Name Start Finish
No. Date Date Lead | Support STATUS
3.4.1 Consider creation of a "lead agency" and a ""lead case manager"" for a 5/1/01 9/30/01 | DPSS, SIB
family. DHS, REFERR_’ED TO:
DHR, IFSS Design Team
CPC

34.2 SR:rieizfer:h and identify opportunities and gaps to providing multi-agency 9/1/01 Year 2 8,228’ SIB COMPLETED

343 Solicit input from the community and families on the strategies. 10/1/01 | 2/28/02 8g231 SiB COMPLETED

3.4.4 Determine desired protocols to implement expanded multi-agency services, | 10/1/01 | Year 2 DPSS, SiB REFERRED TO:

including multi-agency service teams. CcPC IFSS Design Team

3.45 Develop a plan for integrating space and staff. 10/1/01 | Year2 DPSS,

CAO, REFERRED TO:
Space IFSS Design Team
Mgmt.

3.5 Develop an implementation plan for multi-agency service delivery with Year2 | Year2 REFERRED TO:
input from families and the community and identify performance IFSS Design Team
measures.

3.5.1 Develop the Implementation Plan outlining how the County will deliver multi- | Year 2 Year 2

. . oo REFERRED TO:
agency services among departments/agencies using input from IFSS Design Team
departments, agencies, community and families.

3.5.2 Identify performance measures to assess the impact of multi-agency Year 2 Year 2 REFFERED TO:

services. IFSS Design Team

4 DATA SHARING - Workgroup (CAO, CDC, CSS, DCFS, DHS, DMH, siB COMPLETED:

DPSS, LACOE, LAUSD, Library, Parks and-Recreation, Probation, ID gf entities :halt ;’.‘I‘.’t“'f Shha’e d;t?’
County Counsel, ISD, CPC, Community Partners, Families, State) and purpose toriability to share data
IN-PROGRESS:
Portions of Tasks 4.2, 3,4 and 5

4.1 Identify departments/agencies/community partners that should share 5/1/01 11/30/01 COMPLETED
data, the purpose for sharing data, and the ability to share data.

4.1.1 Identify all partners that need to share data (County and non-County). 5/1/01 7/31/01 | SIB CIO COMPLETED

41.2 Define the purpose for sharing data; identify each shared data elementand | 5/1/01 7/31/01 | SIB Clo COMPLETED

the reason data is needed/required.

41.3 Identify and address confidentiality issues - the legality of those partners 5/1/01 7/31/01 | SIB 8332‘52.

sharing data, while ensuring privacy rights. Address all barriers, such as, COMPLETED
HIPAA.

41.4 Develop a system that ensures “Informed Consent” regardless of adult or 9/1/01 11/30/01 | SIB ggﬂz‘syel COMPLETED

child, to the extent it is required by law.

4.2 Conduct an assessment of existing hardware and software 8/1/01 1/31/02 COMPLETED
capabilities/limitations in impacted agencies.

4.21 Identify the hardware and software that exists in each of the agencies 8/1/01 1/31/02 | SIB Clo COMPLETED

(County and non-County).
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SERVICE INTEGRATION ACTION PLAN
FOR CHILDREN AND FAMILIES

YEAR 1
Task Task Name Start Finish
No. Date Date Lead | Support STATUS
4.2.2 Identify the ability for Internet access. 8/1/01 1/31/02 | SIB ClO IN-PROGRESS
423 Assess the ability to transfer data, exchange files, revise systems, etc. 8/1/01 1/31/02 SIB CIO IN-PROGRESS
4.24 Determine the need to interface with State and other existing databases. 8/1/01 1/31/02 IN-PROGRESS
4.3 Prepare a data dictionary and define a common terminology for all. 9/1/01 2/28/02 IN-PROGRESS
4.3.1 Create a data dictionary defining data elements and terms to be 9/1/01 2/28/02 | SIB Clo IN-PROGRESS
collected/shared.
4.4 Create a single identifier for persons receiving services. 9/1/01 2/28/02 IN-PROGRESS
441 Review systems that have developed a single case identifier across multiple | 9/1/01 11/30/01 | CIO SIB IN-PROGRESS
departments.
442 Identify need for single identifier, define term and develop a methodology for | 11/1/01 | 1/31/02 | CIO SIB
. . ) IN-PROGRESS
identifying a person/family.
443 Develop a common core of case identifying information that would identify 12/3/01 | 2/28/02 | CIO SIB
the child/family, the agency providing services, and a contact person within IN-PROGRESS
each agency.
444 Determine where the single identifier will reside. 1/1/02 2/28/02 | CIO SIB IN-PROGRESS
4.5 Prepare Information Technology Plan for Data Sharing. 71101 3/31/02 IN-PROGRESS
451 Ircéigtrlcijé)c.:llent population for databases (all/some cases, and all/some 7/1/01 10/31/01 IN-PROGRESS
452 Dete.r.mlne involvement of the CPC's Data Partnership for Children & 7/1/01 10/31/01 | CIO SIB, IN-PROGRESS
Families. CPC
453 Prepare Plan summarizing the hardware, software, Internet access, and 9/1/01 2/28/02 | CIO SIB
IN-PROGRESS
data elements to be collected and shared by County and non-County users.
454 Address the following within the plan: data integrity, data updates by all 9/1/01 2/28/02 | CIO SiB
users, confidentiality, correction of data, frequency of updates, back-up IN-PROGRESS
plans in the event of data loss or system problems, client appeal process.
455 Define da?al types: internal, external, information only, confidential, partner 10/1/01 2/28/02 SiB CIO IN-PROGRESS
agency utilization, etc.
45.6 Define security access and levels for County and non-County users. Identify | 11/1/01 | 2/28/02 | CIO SIB
who has capability to access what data. Ensure confidentiality and privacy IN-PROGRESS
rights are protected.
457 Establish timeline for implementation. 12/3/01 | 2/28/02 g'r(B),p 0 ClO,
N ) IN-PROGRESS
Wkgrp.
458 Determine where the databases will reside, who will maintain, etc. 1/1/02 3/31/02 g'B’ CIO
Frop 10 IN-PROGRESS
Wkgrp.
459 Identify the solution for each of the databases, i.e., Interactive, internet, 1/1/02 3/31/02 ?'rE’p 0 CIO
intranet, tape update, etc. FFS IN-PROGRESS
Wkgrp.
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SERVICE INTEGRATION ACTION PLAN

FOR CHILDREN AND FAMILIES

YEAR 1
Task Task Name Start Finish
No. Date Date Lead | Support STATUS
4.5.10 Identify costs and staffing resources associated with implementing 1/1/02 3/31/02 glrs'p 10 Clo
Information Technology Plan for Data Sharing. Consider costs for FFS IN-PROGRESS
community-based agencies to access data. Wkgrp.
4.6 To support implementation of the Action Plan, create databases which 12/3/01 | Year2
will allow agencies to share data, track and evaluate the quality of
. . . . . IN-PROGRESS
services provided, refer persons to services in other agencies, and
identify opportunities for leveraging funds.
461 Develop Agreements (MOUs) with all users which defines scope of work, 12/3/01 3/31/02 | SIB ClO
user responsibilities, type of data to be accessed, security levels, action to IN-PROGRESS
be taken when misused, etc.
T . SIB, Pi
4.6.2 Secqre approval for funding of Information Technology Plan for Data 2/1/02 Year 2 o Fra’ Cio IN-PROGRESS
Sharing. Wkgrp.
4.6.3 Design databases to accomplish each of the goals within the Action Plan, 2/1/02 Year 2 SIB CIo,
and develop test databases prior to full implementation. Isslg IN-PROGRESS
4.6.4 Develop a process for updating the Information Technology Plan. 3/1/02 Year 2 ClOo SIB IN-PROGRESS
4.6.5 Track trends in client access/receipt of services to identify future needs. 3/1/02 Year 2 SIB CIO IN-PROGRESS
ini i 12/3/01 Year 2
4.7 Develop Training and Education Plan. INPROGRESS
4.71 Identify training population. 12/3/01 | 2/28/02 | SIB ClO IN-PROGRESS
4.7.2 Identify trainers (County and non-County) and identify funding for this effort. | 12/3/01 3/31/02 | SIB ClO IN-PROGRESS
4.7.3 Develop Training Plan for all users of the databases. 12/3/01 | Year2 SIB ClO IN-PROGRESS
5 FUNDING FOR SERVICES - Workgroup (CAO, CDC, CSS, DCFS, DHS, 10G COMPLETED: )
DMH, DPSS, LACOE, LAUSD, Library, Parks and Recreation, Probation, gﬁfje';me"‘a""ge"cy Funding Stream
Auditor-Controller, CPC, Community Partners, State)
IN-PROGRESS:
Portions of Tasks 5.1, 2, 3 and 4
i i i 5/1/01 3/30/02
5.1 Identify funding streams in each department/agency. INPROGRESS
5.1.1 Survey departments and agencies to identify program description, target 5/1/01 1/31/02 | FFS SIB
population, eligibility requirements, and department/agency contact person Wkgrp. COMPLETED
for each funding stream.
5.1.2 Determine funding source, sharing ratios and funding restrictions. 5/1/01 3/15/02 \lj\;:kSgrp SIB IN-PROGRESS
5.1.3 Create summary report of findings. 7/1/01 3/30/02 \lj\f/:kzrp SIB IN-PROGRESS
i i i i 5/1/01 4/30/02
5.2 Compile/harvest lessons learned in successful projects which have INPROGRESS

maximized funding by leveraging funds to enhance/expand the program.
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SERVICE INTEGRATION ACTION PLAN

FOR CHILDREN AND FAMILIES

YEAR 1
Task Task Name Start Finish
No. Date Date Lead | Support STATUS
5.21 Based on survey data, review successful projects within and outside of the 5/1/01 4/30/02 | FFS SIB IN-PROGRESS
County, and describe the effect and outcomes of those programs. Wkgrp.
522 Identify the administrative mechanism used for funding. 5/1/01 4/30/02 \';\;:ksgrp SIB IN-PROGRESS
5.2.3 Identify any barriers to leveraging funds. 7/1/01 4/30/02 C\ﬁérp SIB IN-PROGRESS
5.3 Identify opportunities to match/leverage funds between 9/1/01 3/31/02
departments/agencies, as well as using outside funds, such as Prop 10, IN-PROGRESS
federal/foundation funds and grants.
5.3.1 Review data to identify opportunities to match or leverage funding between 9/1/01 3/30/02 | FFS SIB IN-PROGRESS
departments, agencies and community partners. Wkgrp.
5.3.2 Hire a consultant to identify opportunities beyond the local level. Identify 9/1/01 1/05/02 | FFS SIB IN-PROGRESS
funds that could be leveraged with State or Federal funds. Wkgrp.
5.3.3 Identify possible legislative or regulatory initiatives to enhance the ability to 2/1/02 3/30/02 | FFS SIB IN-PROGRESS
maximize and utilize funding. Wkgrp.
ideli i i 10/1/01 Year 2
5.4 Develop guidelines for interagency funding. INPROGRESS
5.4.1 Define the process. Identify what departments/agencies must consider 10/1/01 | 5/30/02 | FSS SIB IN-PROGRESS
when leveraging funds. Address any applicable audit considerations. Wkgrp.
5.4.2 E;(ep;ore the feasibility of a central unit to provide technical assistance in this | 10/1/01 | 5/30/02 C\ﬁérp. SiB IN-PROGRESS
5.4.3 Ensure departments/agencies consider opportunities to leverage funds. 10/1/01 6/30/02 | FSS SIB
Prepare a checklist or matrix which would assist them in this effort, and post Wkgrp. IN-PROGRESS
to interactive Website.
6 PURSUING LONG-TERM SUCCESS - Workgroup (One representative CAO COMPLETED: o .
from each New Direction's member agency and each SPA/AIC.) Coordination, Monitoring and Oversight
i i 5/1/01 8/31/01
6.1 Develop Plan to Coordinate & Monitor Progress toward 5 Focus Areas. COMPLETED
6.1.1 Determine process for organizing workgroups for each focus area including | 5/1/01 6/30/01 COMPLETED
governance and performance accountability structure.
6.1.2 Determine necessary resources to complete identified focus area tasks at 5/1/01 6/30/01 COMPLETED
County and non-County (including community) level.
6.1.3 gigt:;); ;eportlng structure for each of the focus areas to report on their 5/1/01 6/30/01 COMPLETED
6.1.4 Determine process for workgroups to advance issues that may impact other | 5/1/01 6/30/01
focus areas, necessitate further clarification, and/or require strategic COMPLETED
direction setting or policy discussion.
6.1.5 Confirm process for advising New Directions on the status of implementing 5/1/01 6/30/01 COMPLETED

the plan.
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SERVICE INTEGRATION ACTION PLAN
FOR CHILDREN AND FAMILIES

YEAR 1
Task Task Name Start Finish
No. Date Date Lead | Support STATUS
6.1.6 Have workgroups develop flow chart of tasks/objectives for each of the 5/1/01 8/31/01 COMPLETED
focus areas.
6.2 Confirm Performance Measures for Service Integration. 5/1/01 Year 2 COMPLETED
6.2.1 Establish indicators for each of the five outcome areas. 5/1/01 7/31/01 COMPLETED
6.2.2 Establish performance measures for Service Integration Action Plan. 5/1/01 7/31/01 COMPLETED
6.2.3 Determine data collection, tabulation and reporting process. 6/1/01 7/31/01 COMPLETED
6.2.4 Identify data sources for indicators and performance measures. 6/1/01 7/31/01 COMPLETED
6.2.5 Present performance measures and implementation plan to New Directions | 7/1/01 8/31/01 COMPLETED
for approval.
6.2.6 Implement plan for reporting on performance measures. 8/1/01 Year 2 COMPLETED
6.3 Design and initiate a process for moving the County toward more 5/1/01 Year 2 COMPLETED:
profound levels of change, towards strategies and approaches that help Principles for Partnering
to more fully realize the values and goals.
6.3.1 Assess Values and Goals in relation to the five components of the Action 7/1/01 8/31/01
Plan. Identify the steps in the plan that help realize the V and G. Develop a COMPLETED
plan to address V and G which will not be substantially realized through
current components of the plan.
6.3.2 Identify opportunities and plans for system reform both small and large. 5/1/01 8/31/01 IN-PROGRESS
6.3.3 Identify process for resolving issues brought forward by workgroups that 5/1/01 8/31/01
necessitate further clarification and/or require strategic direction setting or IN-PROGRESS
policy discussion.
6.3.4 Identify information/data needs to assess service population and breadth of | 5/1/01 8/31/01
services available for identifying opportunities for better managing the IN-PROGRESS
continuum of services to reduce demand for services through prevention.
6.3.5 Conduct feasibility analysis for determining which opportunities should be 8/1/01 12/31/01 IN-PROGRESS:
pursued. SIAP Team
6.3.6 Conduct fit/gap analysis between departmental plans and opportunities. 1/1/02 Year 2 IN-PROGRESS/REFERRED TO:
SIAP Team for fit-gap analysis
6.3.7 Develop action plan for identifying steps for pursuing opportunity. Year 2 Year 2 IN-PROGRESS/REFERRED TO:

SIAP Team

NARRATIVE ATTACH IV TASK STATUS-SIAP-2-27-02-NDTF.doc
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SERVICE INTEGRATION ACTION PLAN

IDENTIFICATION OF REQUIRED DEPARTMENTAL RESOURCE ALLOCATIONS

RECOMMENDATIONS

REQUIRED DEPARTMENTAL IMPLEMENTATION RESOURCES

CUSTOMER SERVICE AND
SATISFACTION STANDARDS

Executive Manager designation needed to oversee the implementation of uniform standards for
the delivery of customer service to employees and customers served.

Requires executive leadership’s demonstration of commitment and accountability to customer
service standards.

DHR/Departmental staff to coordinate ongoing training and communication of established
customer service standards to County departments, agencies, community partners, CBOs and
County contractors.

PRINCIPLES OF FAMILY
SUPPORT PRACTICES
(PRINCIPLES FOR
PARTNERSHIP)

Existing staff to work with family support practices, based on equality and mutual respect that
contribute to family self-sufficiency.

Existing staff to give high priority to increasing the family’s capacity to meet its own needs by
cultivating a network of peer relationships.

Existing County health and human services staff and their community partners to adopt the
following two principles as concrete ways to operationalize the Family Support Principles:

1) County departments and community-based organizations work to increase a family’s capacity
to meet its needs within networks of peer relationships, (e.g., other family members, friends, and
members of the community); 2) County departments and community-based organizations work to
increase a community’s capacity to act on its own behalf.

MOST COMMONLY REQUIRED
FEES AND DOCUMENTS
MATRIX (MCRD)

Existing staff to assist customers through distribution of a list of agencies to contact for how and
where to obtain required eligibility documents.

Staff to conduct field test of MCRD form at designated County offices to determine if access to
services is made easier.

SIB staff to handle the translation, printing and distribution of the MCRD in English and threshold
languages during the six-month evaluation period.

UNIVERSAL FACE SHEET (UFS)
(Impact Conditioned by Pilot
Project’s size.)

Staff to field-test UFS, at designated County offices, to establish a uniform process for gathering
information on family history and service needs.

SIB/CIO staff to explore and develop processes to automate the completion, transmittal, and
sharing of UFS data.

OUTCOMES SCREENING TOOL
(OST)

(Impact conditioned by Pilot
Project’s size.)

Staff to field-test the use of OST in County Departments, as a tool in the development of a multi-
agency family service plan.

SIB/CIO staff and Funding for Services Workgroup to develop and maintain database designed to
track family progress and outcomes.

INTEGRATED FAMILY
SERVICES SYSTEM (IFSS)

Staff to adopt the goal of strengthening family ties and working towards family reunification.
SIB/Departmental staff/community partners/Design Team to develop and plan to establish the
IFSS system for the population to be served.




SERVICE INTEGRATION ACTION PLAN

IDENTIFICATION OF REQUIRED DEPARTMENTAL RESOURCE ALLOCATIONS

RECOMMENDATIONS

REQUIRED DEPARTMENTAL IMPLEMENTATION RESOURCES

CONTRACTING SIMPLIFICATION

SIB staff to work with departmental contract staff to develop consistent Countywide Contract,
RFP processes, Proposal Evaluation Rating Instruments, and contract monitoring processes.
Existing staff to standardize contract procedures used by all County departments that let
contracts for health and human services.

Existing staff to utilize the ISD Countywide contract tracking system to encourage collaborative
work efforts among agencies serving the same communities.

ASSET MAPPING ROUNDTABLE

Existing CIO/SIB/ISD staff to complete the multi-linked asset mapping database, designed to
identify local health and human services agencies and offices, and provide directions to each
site, via public and private transportation.

CIO to chair and coordinate the collaborative efforts of SIB, and departmental GIS staff
representatives, through the Design Team, which will meet on a monthly basis, to enhance the
data sharing capability of the asset mapping roundtable.

Existing CIO staff to increase awareness of availability of GIS technology among County
departments, as a resource in the delivery of services to children and families.

LOS ANGELES SERVICES
IDENTIFICATION AND
REFERRAL SYSTEM (LASIR)

Existing CIO/SIB staff to explore the development of an Electronic Eligibility Determination
application that will enable customers, at any point of entry in the County service system, to be
advised of their potential eligibility for multiple program services.

Existing CIO/SIB staff to develop a menu of available services for automated usage by County
departments/agencies and community partners.

REVENUE MAXIMIZATION PLAN

REVENUE MAXIMIZATION
STRATEGY

GUIDELINES AND PRINCIPLES
FOR INTERAGENCY FUNDING

Departments/agencies (DHS, DMH, DCFS, Probation, CSS, DPSS, the Commission on Famil